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Dear Honorable Mayor and Members
of the Augusta Commission,

I am thankful for the opportunity to
present to you the 2020 Information
Technology Department Annual
Report and Strategic Plan

Update. Under the leadership of Chief
Information Officer Tameka Allen, the
Information Technology Department
has provided best in class services to
all departments of Augusta Richmond
County and our partners. This report
highlights those accomplishments as
well as a pertinent update on the
implementation of the 2019 — 2021
Strategic Plan.

Despite the many challenges brought on by COVID19, the department has
continued to demonstrate why their customer service levels and technical
capabilities serve as industry standards. As staff works to collectively
implement the vision of our Mayor and Commission, it is my belief that the
goals identified in the IT Strategic Plan strongly align with the overall
direction of government and I am confident that the evolution of the
department will sustain Augusta as an industry recognized technology
leader. I am continuously thankful to you as committed leaders to the
overall advancement of Augusta and present this report for your
consideration.

In Service to Augusta,

=

Odie Donald II
County Administrator



Information Technology Department i Annual Report 2020

To: Honorable Mayor Hardie Davis Jr.
Honorable Augusta Commissioners
Mr. Odie Donald Il, Administrator
Department Heads and Elected Officials

From: Ms. Tameka Allen, CIO
Date: May 20, 2021

Subject: Information Technology 2020 Annual
Report & Strategic Plan Update

It is with great pleasure that | present to you the 2020
Information Technology Annual Report and an update on the
20197 2021 Strategic Plan.

The year 2020 presented some challenges with the presence
of COVID-19. However, Information Technology met the
challenge head on! We assisted our customer departments with setting up mobile devices for

telecommuting and using Zoom and other platforms to continue city operations. We also provided the

process to move Augusta Committee and Commi ssion Meetirt
continue.

The Ribbon Cutting Ceremony for the new Land Mobile Radio System (LMRS) was held on October 28,
2020 at one of our new tower sites. In 2020, Augusta successfully completed the installation of radio towers
and infrastructure, conducted fleet-mapping, and deployed replacement radios. We have now fully
converted over to the new Augusta-owned system. We are serving over 1,600 radios, including those for
seven external agencies (plus 400 mutual aid radios).

Information Technology also focused on the security and infrastructure needs of the organization in 2020.
We implemented a new online Cyber Security Training and trained over 2,000 employees. Quarterly
phishing tests were performed with a 5.5% failure rate. We processed over 9.7M emails and blocked 2.2M
spam emails.

We did not | et the pandemic hinder needed upgrades to
replaced all wireless access points at remote sites throughout the county, replaced all infrastructure core
switches, and upgraded memory on blade servers to provide more memory resources in our virtual
environment. We also upgraded the servers that support our phone systems, software on 568 public safety

mobile data terminals (MDTs), and a number of ot her C
applications.
We addressed the needs of Augustabds Geographical I nfor

GIS feature classes for the Augusta Enterprise Geodatabase. We added new feature classes to expand
and support asset management for many departments. We also leveraged our asset management system
as Augusta 311 launched a new mobile application and web portal for citizens.
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Update on the Information Technology Strategic Plan

The 2019-2021 Information Technology Strategic Plan was approved by the Augusta Commission in
February 2019. This plan includes strategic initiatives in ten critical areas: Software Consolidation &
Optimization, GIS, Public Safety, Security, Transparency, Mobility, Infrastructure, Data Integrity, Smart City,
and IT Staffing.

The Strategic Plan identifies 75 specific projects that support the strategic initiatives. This is the final year
of this strategic plan. Of the projects included, 59 projects have either been completed or will be complete
by the end of 2021. The remaining projects are on hold at the request of the stakeholder or pending
available funding.

The Information Technology Department plans to meet with stakeholders to develop the next 2022 7 2024
Information Technology Strategic Plan. This process will be coordinatedto al i gn wi t h t he
and planning efforts.

Overall, the Information Technology Department is here to provide our customers with the best customer
service - which was demonstrated in our 2020 customer service survey results of 98% satisfaction! We are

proud of what we accomplished together in 2020, and we hope this Annual Report provides a useful
overview for you.

Professionally,

Tameka Allen

cityods
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INFORMATION
TECHNOLOGY
2020 Annual Report
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Began devel opment ocoufr reegpti pmemenand software quotir

| mpl emented and incorporated new version of Appl i
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f Managed ordering and provided ongoing support for
T Manageid ywi de billing for telecommunications and r
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I nternal I nformation Téda&Hnol ogy orders processed

Public Safety & Justice System Support

CIVIL AND MAGISTRATE COURT

T I mplemented a public site Bevicc.searching Marshal 6
1 Provided ongoing support for all major applications and processes as necessary.

1 Provided ongoing support for the Initial Appearance System.

1 54 tickets resolved for Court.

M 27 tickets resolved for Warrants.

CLERK OF CIVIL AND MAGISTRATE COURT
1 Provided ongoing support for the ICON Case Management System.
1 Updated Auto Attendant.

CORONERG6S OFFI CE

1 Provided ongoing support for all major applications and processes as necessary.

1T Provided ongoing support for the Coronerdés Case
1 33 tickets resolved.
1

Provided ongoing support for technology purchases. Orders processed - 1.

DISTRICT ATTORNEY
1 Provided ongoing support for the Tracker Case Management System.

Provided ongoing support for all major applications and processes as necessary.
Began development of a brand new, web-based application for the DAVA office.

Created a Laserfiche application to automate a manual process.
145 tickets resolved.

= =a-a A -

Provided ongoing support for technology purchases. Orders processed - 2.
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E911 DISPATCH : NG9-1-1 GIS Readiness Survey Status

1

Provided ongoing support for the call
taker protocol system, ProQA Fire
EMD. This protocol system
standardizes dispatch questions and
responses ensuring that all fire
emergency response calls comply with
IAED Protocols.

AUGUSTA-RICHMOND CO 125

Provided ongoing support for the New
World Computer Aided Dispatch
System.

Began the process of replacing and

upgrading the New World Computer Assisted E911 with GIS Readiness Survey for NG9-1-1.
<>

Aided Dispatch System. » Coordinated GIS Addressing initiatives with
. E911 support staff, including continued
Provided support for New World analysis of 911 address overrides.

integration with GIS data and + Continued responsibility for 911 MSAG Updates.
performed monthly data syncs.

Assisted with readying an offsite i
backup location to be used by E911 to 2 :
be used in Emergency situations. ° W ai A
MAC - Cabling and installation of o
audio-visual equipment in four
locations for the renovated 911 center.

MAC - Installation of Apple services for
new training room.

Continued feature class validation and
mapping support to tailor data and
dispatch map to user and software
requirements.

243 tickets resolved.

Provided ongoing support for technology purchases. Orders processed - 16.

EMERGENCY MANAGEMENT AGENCY

= =4 -4 A -2

Continued support of Emergency Management Crisis Track Software by providing GIS data updates.
Provided support for FEMA Community Rating System rating renewal with the 1SO.

Provided ongoing support for all major applications and processes as necessary.

MAC - Relocation of Emergency Operations Center from 911 to Ultilities.

6 tickets resolved.

FIRE DEPARTMENT

Provided ongoing support for the New World Mobile System.

Provided ongoing support for the New World CAD Interface to the Fire Records Management System.
Continued addressing coordination with the Fire Department in the review process for all new
development in Augusta, MRAD training, and continued support for GIS related projects.

Coordinated Fire Quadrants/Engine Area updates with EMA and Fire to make sure updates were
reflected in New World applications.
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1 Continued support to EMA Risk Assessment Project with critical facilities updates, flooding information,
and GIS data transfer to consultant.

1 Installed Cradlepoint alert system for
all stations.

1 Provided ongoing support of the Faster
application.

1 Assisted with the ongoing
implementation of the new Fire Station
Alerting System.

T MAC - Relocation and installation of
desktop equipment for new Fire
Station 20.

‘R Upgraded 568 public safety MDTs to Windows 10
- Decommissioned 93 obsolete MDTs

1 Installed new phone system for Station
20.

1 MAC - Relocation and installation of
desktop equipment for new Fire Station 2.

1 Installed new network equipment for Fire Station 2 and Fire Station 20.
272 tickets resolved for Fire Administration.

Provided ongoing support for technology purchases. Orders processed - 5.

FIRE DEPARTMENT T FIRE STATIONS

1 Fire Station 1 - 21 tickets resolved. 1 Fire Station 11 - 3 tickets resolved.
1 Fire Station 2 - 7 tickets resolved. 1 Fire Station 12 - 2 tickets resolved.
1 Fire Station 3 - 8 tickets resolved. 1 Fire Station 13 - 2 tickets resolved.
1 Fire Station 4 - 3 tickets resolved. 1 Fire Station 14 - 1 tickets resolved.
1 Fire Station 5 - 1 tickets resolved. 1 Fire Station 15 - 2 tickets resolved.
1 Fire Station 6 - 9 tickets resolved. 1 Fire Station 16 - 3 tickets resolved.
1 Fire Station 7 - 6 tickets resolved. 1 Fire Station 17 - 2 tickets resolved.
1 Fire Station 8 - 12 tickets resolved. 1 Fire Station 18 - 6 tickets resolved.
1 Fire Station 9 - 7 tickets resolved. 1 Fire Station 19 - 2 tickets resolved.
9 Fire Station 10 - 5 tickets resolved.
JURY CLERK

1 Provided ongoing support for all major applications and processes as necessary.

1 Implemented technology to support remote jury selection processes.

1 Updated Auto Attendant.

7 3tickets resolved.
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JUVENILE COURT

il

Provided ongoing support for all major
applications and processes as
necessary.

75 tickets resolved.

Provided ongoing support for
technology purchases. Orders
processed - 5.

LAW LIBRARY

il

Provided ongoing support for all major
applications and processes as
necessary.

MARSHAL6 S OFFI CE

f
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1

Provided ongoing support for all major
applications and processes as
necessary.

Provided ongoing support for

Mar shal 6s Of fice Case Management
within Cityworks and applicable

workflows.

Provided ongoing support for
Mar shal 6s Of fmolle r adi os and
data terminals.

Implemented a report for calculating
service-related statistics.

Provided mapping support for Marshal
Zones and litter enforcement.

Provided task force support for Marshal és
Maintained sub-organization within Pictometry application.
I ncorporated Marshal dés Office information

182 tickets resolved (including Marshal és
Substation).

Provided ongoing support for technology purchases. Orders processed - 9.

PROBATE COURT

1

f
f

Provided ongoing support for all major applications and processes as necessary.

Updated Auto Attendant.
30 tickets resolved.

PUBLIC DEFENDER

f
f
f

Provided ongoing support for all major applications and processes as necessary.
Provided ongoing support for the JCATS system.

Set up mobile devices for telecommuting.
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